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suggests that these connections have become extensive, with many or most citizens who go online reporting having connected with government Web sites (Pew Internet & American Life Project [Pew], 2002; Streib & Thomas, 2003) . But what reasons prompt those connections?
We do not know, for two examples, whether the connections are more a function of our work or of our personal needs or whether they more along the lines of "e-democracy," communicating opinions to policymakers, or "e-commerce," conducting transactions with government. There are also questions about who makes these connections and who does not.
Of particular interest, might involvement with e-governance represent a new form of political behavior where those who engage in other kinds of political behavior will be more active in egovernance, too?
The intent of this paper is to seek preliminary answers to those questions, in the process sketching the current meaning of e-governance for the citizens it serves. To do so, we will first draw on prior research to define researchable questions about why and how citizens might connect with government via the Internet. We will then seek to answer these questions using data from a recent survey of a random sample of Georgia residents on whether and for what reasons they have visited government Web sites recently. We will conclude by discussing the implications of the findings for the roles of the Internet in connecting citizens with their governments and of government in facilitating those connections.
Citizen Usage of E-Governance: The State of Our Knowledge
Citizen engagement in e-governance has spawned enough research to sketch tentative patterns in two general areas of interest: (1) the reasons why citizens visit government Web sites and (2) the characteristics of the citizens who make those visits. We examine each of the areas in turn below.
The Composition of Citizen Engagement with E-Governance
Research points first to three broad, sometimes overlapping, kinds of reasons for citizen visits to government Web sites. The three reasons are, with thanks to The Markle Foundation (2001) and online strategist Steven Clift (2002) for colorful synonyms for each:
(1) e-commerce, the Internet as "shopping mall," (2) e-democracy, the Internet as "town square," and (3) e-research, the Internet as "big library." Each of the three warrants additional definition. E-commerce, as we and others (Stowers, 2001 ) define the concept, refers to online transactions with government that involve, or may involve, an exchange of money-citizens paying governments or governments paying citizens. Two common examples of e-commerce are online licensing or permitting (e.g., automobile license tag renewals) and downloading and filing of tax forms. A typical list for state governments also includes applying for fishing or hunting licenses, renewing professional licenses, and requesting a government loan (Brannen, 2001 ). E-democracy, in turn, refers to citizens going online to communicate opinions or complaints to government related to a public issue, independent of any commercial transaction. Citize ns who engage in these online activities join in the democratic process by seeking to shape the development or implementation of public policies. By this definition, edemocracy includes such activities as advising elected officials about preferences on policy questions and voicing of complaints about governmental services (e.g., potholes) since both entail efforts to influence government policies or programs. This is an active participation in the democratic process, too, extending beyond simple information seeking on policy questions.
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Most commentary on e-governance focuses on these two dimensions, with ecommerce probably receiving the most attention. A 2000 study on "Benchmarking the eGovernment Revolution," for example, reported patterns of government Web site visits that appeared to emphasize e-commerce, although the study did not distinguish dimensions of egovernance (Momentum Research Group, 2000) . Similarly, an earlier study of state and municipal government Web sites documented an emphasis on "business and economic development," a subset of e-commerce, with only eight percent of states and one percent of cities using their Web sites for the discussion of policies and policy proposals that would qualify as e-democracy (Stowers, 2001) . A more recent study suggests that local governments have made little progress on this score (Moon, 2002) . Still, anecdotal reports attest to at least the occasional use of Web sites for discussion of policy issues, as in one case for difficult hazardous waste questions (American City and County, 1998) .
Other evidence points to a third dimension of e-governance, what we term "eresearch." E-research refers to government Web site visits where the individual seeks information ostensibly independent of either e-commerce or e-democracy. Students who are seeking information on the Hubble Telescope are engaging in e-research, as are parents who are looking for information on schools for their children. Judging from a recent Markle Foundation survey (The Markle Foundatio n, 2001 ), e-research could be the largest component of e-governance:
By far, the leading metaphor for the Internet, in the public's mind, is not "a shopping mall" or "banking and investment office," but rather "a library." Despite the popular depiction of the Internet as a channel for commerce, the public mostly views it as a source of information, and these uses appear to explain its popularity much more than its utility as a way to shop, bank, or invest.
Within these broad categories, some specific functional reasons seem likely to be most prominent, judging from prior research. Most of the known reasons fall in the realm of ecommerce, including taxes, real estate records, motor vehicles, licensing or permitting, and job applications. E-democracy uses of the Web entail two principal components: (1) offering opinions on public issues and policy questions and (2) voicing complaints about government programs and services. E-research, as the residual category, encompasses any information searches other than those for e-commerce or e-democracy.
These various components also include both personal and job-related dimensions in that people visit government Web sites both as part of their work and for personal reasons unrelated to work. Not much has been documented about these aspects of e-governance, even on the most basic question of which of the two is more common. Within the dichotomy, one might guess that e-democracy would be more prominent among personal than job-related reasons because democratic involvement is presumably more personal than job-related. A similar logic could predict that e-commerce would be more prominent among job-related reasons, but that logic runs up against the common impression that many aspects of governmental e-commerce (e.g., taxes, driver's licenses) are frequently pursued for personal reasons. In the end, the differential composition of personal versus job-related engagement in e-governance appears an area more appropriate for exploration than for prediction.
The Characteristics of Government Web Site Visitors
When the questions turn to who participates in e-governance, a first part of the answer is very clear. That involvement will likely reflect the so-called "digital divide," the welldocumented tendency for the economically advantaged and the young to have more access to and usage of computers. That access should also influence who can entertain the possibility of joining in e-governance.
Answers become scarce, though, once the digital divide is crossed and the questions ask who will join in e-governance among those who have computer access and go online regularly. Perhaps the most interesting issues here focus on the possible roles of three characteristics: (1) education, (2) age, and (3) interest in politics and gove rnment.
Education could prove an important factor in explaining which Internet users visit government Web sites. Given that government Web sites are arguably more esoteric than Web sites in general, those who visit government Web sites might be expected to be more knowledgeable, as perhaps most easily measured by education.
Age, especially youth, represents an intriguing factor because prior research suggests that it could either encourage or discourage involvement in e-governance. On the one hand, the young clearly use computers more than other age groups, suggesting that they might also join more in e-governance. On the other hand, a vast body of research documents how interest in government and politics increases as people age, implying that the yo ung might engage less in e-governance. In the face of these competing arguments, we view age as an important factor to investigate, but profess agnosticism on its likely effect on involvement in e-governance.
Perhaps the most interesting question asks whether involvement in e-governance might be motivated in part by a general interest in politics and government. If so, that involvement would parallel much political behavior (e.g., voting, campaigning), which is driven in part by interest in politics, and could constitute a new form of political behavior.
Engagement in e-governance in fact bears at least a surface resemblance to the political behavior of citizen-initiated contacts with government, where "individual citizens contact government personnel with requests for services or complaints" (Melkers & Thomas, 1999) .
Engaging in e-governance could conceivably represent initiation of such contacts by a new means, and so might be a function in part of the same political motivators that underlie traditiona l citizen contacts, especially, psychological and/or behavioral involvement with politics and government (Emmert & Traut, 1993; Sharp, 1986) .
Prior research counsels skepticism about this possible parallel. In particular, Bimber (2000) found indicators of political interest were not helpful in explaining involvement with government via the Web. He concluded that involvement with e-governance is less a political act than are other traditional involvements with government.
We suspect that this conclusion may be accurate as a broad-brush description of involvement in e-governance. That is, involvement in e-governance via the Web may as a whole be less like political behavior than is citizen-initiated contacting or, for that matter, voting. At the same time, if the focus can be narrowed to the finer detail of e-governance involvement, parallels to other kinds of political behavior may emerge.
Focusing on the finer detail requires differentiating the components of this involvement governance-e-commerce, e-research, and e-democracy as well as personal versus job-related usage. These different dimensions appear to constitute very different behaviors, as different as the contrast in the non-Web world between, for example, getting a driver's license and advising an elected official how to vote on an issue. In our judgment, neither e-commerce nor e-research nor most job-related Web usage bears much resemblance to political behavior. As a consequence, the factors that typically motivate political behavior may exert no influence over either kind of involvement in e-governance.
By contrast, involvement in e-democracy does resemble other political behavior, perhaps especially citizen-initiated contacts, and so might be influenced by general political interest. That linkage may most likely obtain with personal as opposed to job-related involvement with e-democracy since job-related involvement might be expected to be a function more of aspects of the job than of an individual's personal characteristics. In other words, of all the various aspects of e-governance involvement, only involvement in edemocracy for personal reasons may be a function in part of political interest.
The Data
The findings presented in this analysis are from a January 2001 phone survey of a random sample of Georgia residents. The cooperation rate for the survey was 56 percent and a total of 827 Georgians of age 18 and older participated. The questions asked about use of the Internet in general, use of the government Web sites on the Internet, evaluation of those Web sites, as well as basic personal demographic information. The results were weighted using the most recent U.S. Census data on the State of Georgia. The survey findings are expected to have some error. Ninety-five percent of the time, error due to the random selection process will be no more than 3.4 percentage points plus or minus the reported percentage.
The survey asked first if the individual went online to use the Internet. Respondents doing this at least every few weeks were then asked if they had visited a government Web site within the last 12 months. Respondents who visited government Web sites were then asked questions about visits that had been for "job-related" reasons and/or "personal" reasons." In each case respondents were asked separately about eleven specific reasons for visiting these Web sites.
With no specific question in the survey about the respondent's level of interest in politics and government, we looked for surrogate measures, and found two:
• Voter registration: Respondents were asked if they were registered to vote. We infer that those who are registered have by that registration shown more interest in the work of government.
• Partisan ideological consistency: This variable combined answers to separate questions on party identification and ideological self-labeling. Although neither variable by itself might tap political interest, the combination of the two might. Those respondents whose partisan and ideological identifications are consistent-as either (a) liberal Democratic (Democratic Party identification and liberal or "extremely liberal" ideological identification) or (b) conservative Republican (Republican Party identification and conservative or "extremely conservative" ideological To obtain tax information or pay taxes To review real estate records To access motor vehicle information or services To access licensing or permit information To apply for a government job To make a reservation for a public park To obtain some other kind of information on a governmental program or agency To request some other service (please specify) To register a complaint To express an opinion on an issue By accident Other please specify identification)-might be viewed as having both greater political sophistication and greater political interest.
Findings
Respondents were first asked, "How often, if at all, do you go online to use the Internet?" Slightly more than 55 percent of the respondent s reported going online at least every week, with slightly less than a third of the respondents reporting never having gone online. Those who said they had gone online were then asked whether they had visited any government web sites during the past twelve months, and 43 percent responded in the affirmative. Stated slightly differently, 26 percent of the full sample had visited government Web sites; 41 percent had gone online but had not visited government Web sites.
Reasons for Visiting Government Web Sites
Those respondents who reported having visited a government Web site in the past year were then asked parallel sets of questions about (1) visits for job-related reasons and (2) visits for personal reasons. As the numbers in Table 1 show, the latter are more frequent than the former, with half again as many personal visits as job-related visits. Figure 1 underscores the broader personal appeal of government Web sites by showing that the proportion of respondents who visited government Web sites for personal reasons but not job-related reasons is almost twice that of those who visited for job-related reasons but not personal reasons.
For both types of visits, respondents were also asked whether they had visited for any of a number of specific purposes. As the results in Table 1 show, there are several common with each among the top five reasons for both personal and job-related Web site visits, but several other reasons were also frequently mentioned. These reasons, too, do not differ greatly or in any readily explicable manner depending on whether the visit was for a jobrelated as opposed to a personal reason.
Stepping back from the detail of the data, a broader question asks about the relative importance of the three principal dimensions of e-governance-e-commerce, e-democracy, and e-research. As a first estimate of these magnitudes, cumulative counts were made of the number of respondents who reported using government Web sites for one or more of the specific reasons in each of the three categories. (The headings in Table 2 indicate the reasons that are included in each of the e-governance dimensions.) As noted earlier, these are admittedly imprecise estimates. For one thing, given the many reasons the survey overlooked, these specific questions are unlikely to cover all of the actual reasons on any of the dimensions. Still, the results in Figure 2 provide initial ballpark estimates of the relative magnitude of the several components of e-governance.
As expected, e-commerce and e-research prove to be the most common uses of egovernance for both personal and job-related reasons. Majorities-frequently substantial majorities-of respondents report these involvements for both personal and job-related reasons. The extensive interest in e-research is especially impressive since (1) the measure is based on only one question and (2) respondents were asked that question only after a number of other questions that could also have tapped informational interests. By comparison, involvement in e-democracy through government Web sites is relatively limited, confined to less than a fourth of those who access government Web sites for either personal reasons (22.5 percent) or job-related reasons (24.1 percent).
The differences here between personal and job-related visits are less notable. The only striking difference is on the e-research dimension where involvement for job-related
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reasons is much higher than for personal reasons. There is no tendency, as might have been expected, for involvement in e-democracy to be higher for personal than for job-related reasons.
One might object that these estimates are unbalanced because they include more questions about e-commerce (four) than about either e-democracy (two) or e-research (one).
To address this objection, we developed an alternative measure: the mean percentage of respondents responding "yes" across all of the questions on each of e-governance dimensions.
Using this measure, the e-research percentages do not change since each was based on only one question, but, for e-commerce, the mean percentages are 24.7 percent and 25.1 percent for job-related and personal reasons, respectively, as compared to 14.4 percent and 17.3 percent for e-democracy. Thus, if this measure were used instead (and it is not necessarily a superior measure), e-commerce would become a somewhat smaller part of e-governance, but the relative importance of the three e-governance dimensions would remain unchanged: eresearch first, e-commerce second, and e-democracy third in usage.
Participation in E-Governance: Who Does What?
The question of who engages in e-governance consists of a series of questions about progressively smaller segments of the sample. The first most general question asks simply who goes online. Here, as in previous research, that question can be best answered by reference to the digital divide. As the crosstabulations in Table 2 illustrate, those who go online are more likely to be young, white, better educated, and with higher incomes.
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But what happens when we narrow our focus to government Web site visitors only, asking how they differ from other Internet visitors? To recall, we predicted that education might discriminate best between these two groups, with government Web site visitors more educated than other Web users.
The logistic regression results in Table 3 The remaining questions ask about differences among those who reported visiting government Web sites. First, having seen earlier that personal and job-related visits to government Web sites cannot be differentiated in terms of why they occur, might they differ in who makes one versus the other? To assess that possibility, these different types of visitors are compared on various demographic and political interest dimensions in Table 4 .
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Two factors emerge as significant discriminators. The first is age: Visitors for personal reasons tend to be younger, visitors for job-related reasons tend to be older, and those who visit for both types of reasons fall in between. For example, almost half-or 49.5 percent-of those who visited government Web sites for personal reasons are under 35 years old, as compared to less than a third-or 32.7 percent-of those who visited only for jobrelated reasons. By contrast, older respondents, especially those in the 35 to 55 age range, may be more likely to visit the Web mostly when their jobs require.
Combining this finding with earlier findings suggests an answer to the question about the role of age in e-governance involvement. Age does not appear to affect-either positively or negatively-whether Web users visit government sites, but it does discriminate between visits for personal as opposed to job-related reasons. This pattern may reflect that the greater computer interests and facility of the young incline them more to visit the Web on their own, unrelated to jobs, and, while there, often to visit government Web sites.
The second factor is income, where those who visited government Web sites only for personal reasons had lower incomes than other visitors to these sites. Although the explanation for this pattern is not obvious, the pattern offers some encouragement relative to the digital divide. Since there is less socioeconomic bias to the use of government Web sites for personal reasons, the likely continued growth in those visits in the future could erode that divide for the use of government Web sites.
Finally, there is the question of whether interest in politics and government affects involvement in any aspect of e-governance. We predicted that this interest, as operationalized Table 4 About Here in voter registration and partisan ideological consistency, would influence only involvement in e-democracy involvement for personal reasons, the only e-governance involvement we view as similar to traditional political behavior.
The logistic results in the first part of Table 5 show the expected resemblance. In particular, respondents who could be described as partisan ideologues-conservative Republicans and liberal Democrats-prove significantly more likely to engage in edemocracy for personal reasons. They were nearly six times more likely than other visitors for personal reasons to visit a government Web site to register a complaint or an opinion.
Interest in politics and government does appear to influence engaging in e-democracy for personal reasons, suggesting a parallel between that engagement and other political behavior.
As the second part of the table shows, the same pattern does not obtain for e-democracy involvement for job-related reasons. Nor did either measure of political/governmental interest emerge as a significant predictor of any other kind of e-governance involvement. In fact, in logistic regressions not shown, no variable emerged as a significant predictor of involvement in e-commerce or e-research for either personal or job-related reasons. E-commerce and eresearch usage of government Web sites appears to be fairly typical of government Web site usage in general.
Conclusions and Implications
The unfolding era of "e-governance" raises many questions about how the relationship between citizens and their governments may change. The findings of this research on Georgia Table 5 About Here residents suggest some initial conclusions and potential implications for both citizen engagement with e-governance and the role of government in facilitating that engagement.
A prior question, though, is whether these findings can be generalized beyond Georgia. We believe they can for two reasons. First, Georgia's demographic mix is similar to that of the U.S. as a whole, with the state containing a mix of whites and African-Americans, plus newly-growing Hispanic and Asian-American populations, and both a highly-wired Those visits occurred for all manner of specific reasons, more than could be fully documented here. The reasons fall principally into the two broad categories of (1) e-research, getting information from government via the Web, and (2) e-commerce, doing business with government via the Web, as in filing taxes and buying licenses. Smaller proportions of respondents engaged in e-democracy, using the Internet to join in governmental decisionmaking. Thus, citizen involveme nt in e-governance has so far taken the form more of government as "shopping mall" or "library" than "town square." In addition, visits for personal reasons predominated over visits for job-related reasons.
On the question of who joins in e-governance, the data suggest a several-part answer.
As the strongest pattern, a "digital divide" still best differentiates Web visitors from nonvisitors. That divide embodies a distinct socioeconomic bias, with whites, the young, the wealthier, and the more educated all having better computer access. Since that access is a prerequisite for involvement in e-governance, this socioeconomic bias also differentiates government Web site visitors from the rest of the population.
When the focus narrows to differences between government Web site visitors and other online visitors, education alone proved a significant predictor. Government Web sites are perhaps more esoteric than Web sites in general, resulting in greater use by the better educated. This difference is, however, much less pronounced than the digital divide.
Two other variables emerged as significant in distinguishing among government Web visitors alone. First, age, which did not discriminate between government Web users and other Internet users, achieved statistical significance in differentiating between those who visited government Web sites for personal as opposed to job-related reasons. The young appear no less inclined than other Internet users to visit government Web sites, but are more likely to make those visits for personal reasons.
Second, partisan ideological consistency, an indicator of interest in politics and government, proved a significant predictor of one aspect of government Web site visitsvisits linked to e-democracy. Of all the aspects of e-governance, only engagement with edemocracy appears to parallel traditional political behavior. Put differently, only edemocracy may involve individuals as citizens; all other aspects of e-governance appear to involve individuals as customers instead.
Implications for Society and Governance
The findings demonstrate unequivocally that the Internet now serves as a major new linkage between society and government. The strengths of this new citizen linkage with government lie, to date anyway, in information acquisition and routine transactionsgovernment Web sites as "big library" and "shopping mall." Those could prove to be the enduring strengths of e-governance if people who want more than information or a routine transaction continue to seek a live voice and real-time response, qualities more easily obtained in-person or by telephone than online.
But it is much too early to reach that conclusion. Governments have lagged so badly in building interactive capabilities into their Web sites (Moon, 2002; Fletcher, Holden, and Norris, 2003) that the likely utilization of those capabilities, if they were available, is impossible to guess. Enhancing online interactive capabilities could expand e-governance well beyond its current strengths.
For probably the same reasons, e-democracy represents both the smallest part of egovernance to date and the part whose eventual magnitude seems the most difficult to predict.
People who voice a complaint or an opinion on an issue, the components of e-democracy, may often want a personal response. The eventual potential for e-democracy thus cannot be assessed until governments offer an integrated combination of Internet and personal capabilities, where an initial online registration of a complaint or opinion may receive a follow-up personal contact. Such systems might well result in most citizens resolving their issues in a "self-service" manner, requiring no personal assistance, but with the option available to request a personal response if desired.
The findings imply at least two other recommendations for how governments should further develop their Web presence. First, the goal of developing more sophisticated interactive capabilities should not blind governments to the value of simply making more and better information available online. The importance of the Web as "big library," as documented by this and other research, points to people having an almost insatiable hunger for online information about government, information often involving public policy (Pew, 2002) . Democracy will likely be enhanced to the extent that government can meet this need.
Second, even as these efforts proceed, governments must also recognize that the Internet is not yet for everyone, and government Web sites are for even fewer than the Internet in general. The digital divide may turn out to be only a "transition effect" (Bimber, 2000) , disappearing if computer and Web access becomes as universal as telephones, radio, and television have become. At the moment, though, the divide is ve ry real, and poses a difficult dilemma for governments. The many citizens who now use government Web sites and the many others soon to join them justify devoting substantial resources to these sites, but the many who do not yet access the sites necessitate maintaining traditional means of accessing government, as well. Further complicating matters, both must be accomplished at a time when new money is hard to find for any government function. That suggests a difficult agenda for government, but success in addressing the agenda could greatly enhance relationships between citizens, society, and government. 
